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Backgr ound

The Level of Service report provides the Benefits and Services
Commttee with the necessary information to fulfill its oversight
responsibility regarding the adm nistration of the delivery of
benefits and services to STRS nenbers. Accordingly, this report
covers the degree to which statutory work standards are being
met, other statutory requirenents (i.e., interest paynents) and a
report by program which contains production objectives, neasures
and “mgjor initiative” updates. Program specifics are avail able
in the individual reports. Followng are the highlights of
activity for February 1998.

Hi ghlights
1. Fi scal Year Al |l owance Rol

STRS paid a total of 154,410 benefit recipients $239, 767, 696
in February 1998. The average nonthly Al owance Roll for FY
1997/98 is $237,815,770. Total disbursenents for FY 1997/98
to date are $1, 902, 526, 159.

2. Benefit Processing

A Application Volune: The overall volune of incomng
applications and notifications received during this
fiscal year are relatively the sane as this tine |ast
fiscal year
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B. Initial Paynment Processing (Goal - 100 percent):
Servi ce Retirenent nmet their goal of processing 100
per cent of their initial paynments within 30 days
Disability met their goal of processing 100 percent of
their initial paynents within 10 days. Bot h prograns
achieved their “Initial Processing” goals for February
1998.

C. Final Roll Processing: Service Retirenments conpleted 98
percent of all final paynments within 45 days of receipt
of all necessary information, alnost achieving the
newly established 100 percent goal. Disability

achieved their goal of processing 100 percent of all
finalizations within 45 days.

D. Application Processing: Survivor Benefits processed
99.5 percent of all applications within 45 days of
receipt of all necessary information, surpassing the
program s established 95 percent goal. Disability
Services processed 100 percent of al | eligible
applications wthin 180 days of receipt of the
appl i cation.

Servi ces

During the nonth of February the average queue tinme was only
51 seconds. The PSO service objective to handle 95 percent
of all calls on the first contact was net in February. Staff
answered 90 percent of correspondence wthin ten days
nmeeting the newly established 90 percent goal. The newly
established service goal to answer 95 percent of al
techni ci an-assisted calls within 3 mnutes (increased from
75 percent to 95 percent) is close to being net. PSO
reached 91 percent, just four percent shy of the goal.

| nt erest Paynents

The total interest paynent volunme for February 1998
decreased 67 percent as conpared to February of the previous
year. The dollar anpbunt of interest issued to payees

decreased 57 percent.
Qut st andi ng Survivor Benefit Cases

The Education Code requires a report to the Board on
outstanding survivor benefit cases not paid wthin siXx
months of the notification of death. As of February 1998,
there were 94 cases exceeding this threshold. I n January
1998, there were 106 cases beyond the six-nonth processing
period, while in Decenber 1997, there were 94 cases
exceedi ng the six-nmonth threshol d.
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SERVI CE RETI REMENTS

1997-98 Production Cbjectives

A

Initial Paynments: Process 100 percent of all service
retirement application paynents within 30 days of the
effective date of retirenment or receipt of conpl et ed
application, whichever is |ater.

Fi nal Paynents: Conplete 100 percent of all final
service retirenent paynents within 45 days of receipt
of all necessary information.

Finalize 90 percent of all service retirenent paynents
within four nonths of the retirenent effective date.
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1. Measures
Tvpe (1) (2) (3) % of February
yp Bench- Jul y- Jul y- Change | 1998
mar k February | February | (3)-(2)
90/ 91 96/ 97 97/ 98 2
Ret i rement 8,167 | 2,310 | 2,732 | +18% 437
Appl i cati ons ’ ’ ’ 0
Appl i cations
/ Mont hs 681 289 342 +18% | -----
| nt er est
Paynent s 1, 070 228 193 -15% 14
(#)
| nt er est
Paynent s $9, 779 $2, 143 $865 - 60% $148
($9)
Gol den
Handshake 529 146 158 +8% 12
Districts
Gol den 1
Handshake 646 127 176 +39% 34
Partici pants
[11. Major Initiatives
Retirenment |Incentives
A One-year Final Conpensation: Since 1990, thirty-one
school districts, i ncl udi ng five Communi ty Col | ege
Districts, have offered the incentive of one-year final
conpensation to 282 retired nenbers. During the current
fiscal year, one school district has chosen to participate

in this program

! The method of collection for tracking the nunber of Gol den Handshake Districts and participants
has been nodified to reflect the FY of the retiree’s effective date rather than the receipt date

of Gol den Handshake docunentati on.
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SURVI VOR BENEFI TS SECTI ON
1997-98 Production Qbjective: Process 95 percent of
all applications within 45 days of receipt of all
necessary i nformation.
1997/98 Production Objective and Status
Lo 99. 5%
9% 99%
98%
97%
96%
95% 1
94%
93% 1
92%
91%
90% -
Goal Average YTD '97-'98 February1998
Production Production
1. Measur es
(1) (2) (3) % of
Type Bench- July - July - Change |February
mar k February February | (3)-(2) 1998
90/ 91 96/ 97 97/ 98 (2)
Deat h
Notifications | 3,948 3, 547 3,176 -10% 508
Cases
Conpl et ed 3, 627 3,915 3, 366 -14% 622
Aver age Cases
Conpl et ed Per 302 489 417 -15% 417
Mont h
| nt er est
Paynents (#) 2, 360 360 123 -66% 21
| nt er est
Payments ($) |[$78,252| $26, 7177 $11, 459 -57% $1, 733

2 Research in February 97 revealed numbers used previously were incorrect and amendment was made at that time.
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DI SABI LI TY SERVI CES

1997-98 Production Cbjectives

A

Initial Paynents: Process 100 percent of all initial
paynents within ten working days of receipt of all
necessary information.

Application Processing: Process 100 percent of al
disability applications within six nonths from receipt
of appl i cati ons, whi |l e mai nt ai ni ng an aver age
processing tine of three nonths per case.
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1. Measures
Type (1) (2) (3) % of
Bench- Jul y- Jul y- Change | February
mar k February | February (3)-(2) 1998
90/ 91 96/ 97 97/ 98 (2)
Disability 500 377 333 -12% 52
Applications
Disability 41. 6 47 42 -11% 55
Apps/ Mont hs
Cont i nui ng
3QJ&| i fications 24 41 25 -39% 1
Rol | Renoval s
Eehabi litation 16 16 19 19% 1
Rol | Renoval s
Rehabilitation 119 142 N A N A 131
Partici pants
| ndependent 632 262 260 -.01% 31
Medi cal
Exan( #)
| ndependent $443, 020 | $141, 335 | $146, 323 +. 04% $18, 224
Medi cal
Exam( $)
| ndependent
Vocat i onal N A 953 768 -19% 86
Exam(# Active)
| ndependent
Vocat i onal $405, 596 | $375, 069 | $322, 323 -14% $40, 951
Exam( $)
| nt er est 6 0 5 0% 0
Paynments (#)
| nt er est $1, 405 0 $96. 13 0% 0
Paynent s($)

® The CQ Program nonitors the nember’s earnings, OPS and nedical condition for continued
eligibility to receive benefits.

4 The Rehabilitation Program provides nembers a variety of services to assess current
capabilities and limtations with the goal of obtaining conparable |evel enployment.
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PUBLI C SERVI CE
1997-98 Production Cbjectives
A Answer 95 percent of all calls in less than three
m nut es.
B. Handl e 95 percent of all calls on the first contact.
C. Respond to 90 percent of all correspondence in

wor ki ng days.
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Speed of Calls Answered
February 1998
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1. Measur es
Type (1) (2) (3) % of February
Bench- Jul - Feb Jul - Feb Change 1998
mar k 96/ 97 97/ 98 (3)-(2)
90/ 91 (2)
Total 1 ncom ng
Calls 195, 858 197, 706 202, 559 2.45% 26, 491
Techni ci an
Calls 117,913 107, 954 119, 711 10. 9% 14, 664
Aut onat ed
Attendant Calls 31, 895 59, 522 53, 868 -9.5% 8, 969
Teletalk Calls
46, 050 30, 230 28, 980 -4.13% 2,858

Major Initiatives

Total calls comng into the Public Service Ofice were up
al nost three percent conpared to last fiscal year. Thi s
difference can be attributed to the increase in calls

handl ed by the PSO technicians.
technicians were up by 11 percent over the sane tine period.

Calls handled by the PSO




